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ABSTRACT 
Background: High expectations from a health provider is a positive 
indicator of his reputation in the society and is very important for attracting 
patients, whereas low expectation deters patients from taking timely medical 
help, thus negatively affecting themselves as well as the negative impact on 
the medical care provider . 
Objectives: The aim of this study is to assess the availability of different 
paediatrics health services in different departments of Albuluk paediatrics 
hospital and to measure the level of co-patient's satisfaction. 
Methods: The study was a descriptive, cross-sectional, hospital based study 
by using check list for medical manager, structured questionnaire for co- 
patients and general observations by researcher. The collected data was 
analyzed using SPSS version 22 statistical method. The questionnaires were 
distributed amongst 350 co-patients to find out whether they are satisfied 
with the health care provide at different departments. 
Results:. This study proved that Albuluk paediatrics hospital provided 75% 
of the availability of basic health activities including weighing the child, 
plotting weight on graph, taking the temperature, assessing vaccination 
status of the child. Concerning diagnosis and treatment of malnutrition 
vitamin A, zinc, and iron supplementation, deworming in addition to 
following integrated management childhood illnesses guidelines (IMCI) the 
hospital achieved 80%. 
The availability of general health services was 87.5% which include 
vaccination, growth monitoring, free of charge curative care services for 
children of under 5 years of age, diagnosis and treatment of non- 
IV 
 
communicable diseases specifically diabetes and renal diseases, rapid 
laboratory diagnostic testing, blood grouping and blood transfusion services. 
Regarding co-patients satisfaction, the overall satisfaction was 61.1% and 
the level of dissatisfaction with health services was 38.9%.The high 
satisfaction areas were : patient left safe at night96.2% and nurses were 
always available in need 93.7%. High dissatisfaction areas were: toilets were 
always available and clean 59.6% , the ward was ventilated 52% and 
counseling about child’s illness by hospital staff 50.3%. 
Conclusion: The diagnostic and treatment health services provided at 
Albuluk Paediatrics hospital was 80% while the availability of basic health 
activities was 75% when the general health services availability at the 
hospital was 87.5%.The overall satisfaction of co-patients was 61.1% and 
the level of dissatisfaction with health services was 38.9%. 
Recommendations: 
 For hospital: 
- The toilets need to be cleaned on an hourly basis and not just in the 
morning only and Regular checks on the toilet facilities need to be 
conducted by the infection control department, and any leaks or breakage 
needs to be reported to the quality department so that they can be addressed 
as speedily as possible ,because  the hospitals should be    a source of health 
and wellbeing and not to be a source of illnesses. 
- Basic activities done for sick child should be completed (taking 
child’stemperature routinely, providing group health education). 
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For University: 
Further studies on patient’s satisfaction could be conducted in parallel with 
studies on job satisfaction of health service providers which will be useful to 
understand the concerns that make patients dissatisfied with health services 
provided by health facility and solve the problem accordingly. 
For Ministry of Health and Hospital: 
 Evaluation of health care services could be a periodical process so as 
to promote health services.  
 Co-Patients expressed dissatisfaction with the food services, price of 
medicines and lab investigations that are prescribed were not 
affordable to pay and counseling about their child’s illness by hospital 
staff. This dissatisfaction should be considered and discuss with co-
patients along with their ability to pay and matching their need in case 
of their ability to pay is limited. 
 More than half of co- patients complained about poor ventilation of 
wards , I wish that if  the Ministry of Health and the hospital 
authorities  take care of this issue. 
Key Words: 
Evaluation, health services, albuluk paediatrics hospital. 
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 ﻣﺳﺗﺧﻠص
ﺗﻌﺪ اﻟﺘﻮﻗﻌﺎت اﻟﻤﺮﺗﻔﻌﺔ ﻣﻦ ﻣﻘﺪم اﻟﺨﺪﻣﺎت اﻟﺼﺤﯿﺔ ﻣﺆﺷﺮا ً إﯾﺠﺎﺑﯿﺎ ً ﻋﻠﻰ ﺳﻤﻌﺘﮫ ﻓﻲ اﻟﻤﺠﺘﻤﻊ  :اﻟﺨﻠﻔﯿﺔ
ﺣﯿﻦ أن اﻟﺘﻮﻗﻌﺎت اﻟﻤﻨﺨﻔﻀﺔ ﺗﻤﻨﻊ اﻟﻤﺮﺿﻰ ﻣﻦ ﺗﻠﻘﻲ اﻟﻤﺴﺎﻋﺪة وھﻮ ﻣﮭﻢ ﻟﻠﻐﺎﯾﺔ ﻟﺠﺬب اﻟﻤﺮﺿﻰ ، ﻓﻲ 
  .اﻟﻄﺒﯿﺔ ﻓﻲ اﻟﻮﻗﺖ اﻟﻤﻨﺎﺳﺐ ، وﺑﺎﻟﺘﺎﻟﻲ ﺗﺆﺛﺮ ﺳﻠﺒًﺎ ﻋﻠﯿﮭﻢ وﻋﻠﻰ ﻣﻘﺪم اﻟﺮﻋﺎﯾﺔ اﻟﻄﺒﯿﺔ ﻧﻔﺴﮫ 
اﻟﮭﺪف ﻣﻦ ھﺬه اﻟﺪراﺳﺔ ھﻮ ﺗﻘﯿﯿﻢ ﻣﺪى ﺗﻮﻓﺮ اﻟﺨﺪﻣﺎت اﻟﻤﺨﺘﻠﻔﺔ ﻟﺼﺤﺔ اﻟﻄﻔﻞ ﻓﻲ اﻷﻗﺴﺎم : اﻷھﺪاف
  .ل  وﻗﯿﺎس ﻣﺴﺘﻮى رﺿﺎ ﻣﺮاﻓﻘﻲ اﻟﻤﺮﺿﻰاﻟﻤﺨﺘﻠﻔﺔ ﻓﻲ ﻣﺴﺘﺸﻔﻰ اﻟﺒﻠﻚ ﻟﻸطﻔﺎ
ﺗﻌﺘﺒﺮ ھﺬه اﻟﺪراﺳﺔ وﺻﻔﯿﺔ ﻣﻘﻄﻌﯿﺔﺑﻤﺴﺘﺸﻔﻰ اﻟﺒﻠﻚ ﺑﺎﺳﺘﺨﺪام ﻣﺠﻤﻮﻋﺔ ﻣﻦ اﻷﺳﺌﻠﺔ  :اﻟﻄﺮﯾﻘﺔ
ﺗﻢ . واﻻﺳﺘﻔﺴﺎراﺗﻠﻠﻤﺪﯾﺮ اﻟﻄﺒﻲ واﺳﺘﺒﯿﺎن ﺻﻤﻤﻠﻤﺮاﻓﻘﻲ اﻟﻤﺮﺿﻰ واﻟﻤﻼﺣﻈﺎت اﻟﻌﺎﻣﺔ ﺑﻮاﺳﻄﺔ اﻟﺒﺎﺣﺚ
ت اﻻﺟﺘﻤﺎﻋﯿﺔ اﻹﺻﺪار  اﻟﻄﺮﯾﻘﺔ ﺗﺤﻠﯿﻞ اﻟﺒﯿﺎﻧﺎت ﺑﺎﺳﺘﺨﺪاﻣﺒﺮﻧﺎﻣﺞ اﻟﺤﺰﻣﺔ اﻻﺣﺼﺎﺋﯿﺔ ﻟﻠﺪراﺳﺎ
ﻣﻦ ﻣﺮاﻓﻘﻲ اﻟﻤﺮﺿﻰ ﻟﻤﻌﺮﻓﺔ ﻣﺎ إذا ﻛﺎﻧﻮا راﺿﯿﻦ ﻋﻦ  053ﺗﻢ ﺗﻮزﯾﻊ اﻻﺳﺘﺒﯿﺎﻧﺎت ﻋﻠﻰ . اﻹﺣﺼﺎﺋﯿﺔ
  .اﻟﺮﻋﺎﯾﺔ اﻟﺼﺤﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻓﻲ اﻻﻗﺴﺎم اﻟﻤﺨﺘﻠﻔﺔ
٪ ﻣﻦ اﻷﻧﺸﻄﺔ اﻟﺼﺤﯿﺔ اﻷﺳﺎﺳﯿﺔ ﺑﻤﺎ ﻓﻲ  57أﺛﺒﺘﺖ ھﺬه اﻟﺪراﺳﺔ أن ﻣﺴﺘﺸﻔԩﺎﻟﺒﻠﻚ ﻟﻸطﻔﺎﻟﯿﻮﻓﺮ  :اﻟﻨﺘﺎﺋﺞ
ذﻟﻚ وزن اﻟﻄﻔﻞ ، واﻟﺘﺨﻄﯿﻂ ﻟﻠﻮزن ﻋﻠﻰ اﻟﺮﺳﻢ اﻟﺒﯿﺎﻧﻲ ، وأﺧﺬ درﺟﺔ اﻟﺤﺮارة ، وﺗﻘﯿﯿﻢ ﺣﺎﻟﺔ اﻟﺘﻄﻌﯿﻢ 
  . ﻟﻠﻄﻔﻞ
ﻠﺺ ﻣﻦ اﻟﺪﯾﺪان ، اﻟﺰﻧﻚ ، اﻟﺤﺪﯾﺪ  واﻟﺘﺨ(أ)ﻓﯿﻤﺎ ﯾﺘﻌﻠﻖ ﺑﺘﺸﺨﯿﺺ وﻋﻼج ﺳﻮء اﻟﺘﻐﺬﯾﺔ ، ﻓﯿﺘﺎﻣﯿﻦ 
  ( .٪08)ﺑﺎﻹﺿﺎﻓﺔ إﻟﻰ إﺗﺒﺎع دﻻﺋﻞ اﻹدارة اﻟﻤﺘﻜﺎﻣﻠﺔ ﻷﻣﺮاض اﻟﻄﻔﻮﻟﺔﺣﻘﻖ اﻟﻤﺴﺘﺸﻔﻰ 
ﺗﺸﻤﻞ اﻟﺘﻄﻌﯿﻢ ، وﻣﺮاﻗﺒﺔ اﻟﻨﻤﻮ ، وﺧﺪﻣﺎت ( ٪5.78)ﻛﺎﻧﺖ ﻧﺴﺒﺔ ﺗﻮﻓﺮ اﻟﺨﺪﻣﺎت اﻟﺼﺤﯿﺔ اﻟﻌﺎﻣﺔ 
ﺎﺻﺔ ﺳﻨﻮات ، وﺗﺸﺨﯿﺺ اﻷﻣﺮاض ﻏﯿﺮ اﻟﻤﻌﺪﯾﺔ ، ﺧ 5اﻟﺮﻋﺎﯾﺔ اﻟﻌﻼﺟﯿﺔ اﻟﻤﺠﺎﻧﯿﺔ ﻟﻸطﻔﺎل دون ﺳﻦ 
  .ﺧﺪﻣﺎت اﻻﺧﺘﺒﺎرات اﻟﺘﺸﺨﯿﺼﯿﺔ اﻟﻤﺨﺘﺒﺮﯾﺔ اﻟﺴﺮﯾﻌﺔ ، ﻓﺼﺎﺋﻞ اﻟﺪم وﻧﻘﻞ اﻟﺪم. ﻣﺮض اﻟﺴﻜﺮي واﻟﻜﻠﻰ
، وﻛﺎن ﻣﺴﺘﻮى ﻋﺪم اﻟﺮﺿﺎ ﻋﻦ ( ٪  1.16)ﻓﯿﻤﺎ ﯾﺘﻌﻠﻖ ﺑﺮﺿﺎ ﻣﺮاﻓﻘﻲ اﻟﻤﺮﺿﻰ ، ﻛﺎن اﻟﺮﺿﺎ اﻟﻌﺎم 
ﻠﯿﻞ وﻗﺪ ﺳﺠﻠﺖ أﻋﻠﻰ ﻧﺴﺒﺔ ﻣﻦ اﻟﺮﺿﺎ ﻓﻲ ﺗﺮك اﻟﻤﺮﯾﺾ آﻣﻨﺎ أﺛﻨﺎء اﻟ( .٪ 9.83)اﻟﺨﺪﻣﺎت اﻟﺼﺤﯿﺔ 
وﺳﺠﻠﺖ أﻋﻠﻰ ﻧﺴﺐ ﻟﻌﺪم اﻟﺮﺿﺎ ﻋﻦ (. ٪ 7.39) ووﺟﻮد اﻟﻤﻤﺮﺿﺎت داﺋﻤﺎ ﻋﻨﺪ اﻟﺤﻮﺟﺔ %(  2.69)
٪ وﺗﻘﺪﯾﻢ اﻹرﺷﺎدات ﺑﺸﺄن 25، ﺑﺎﻹﺿﺎﻓﺔ اﻟﯿﺘﮭﻮﯾﺔ اﻟﻌﻨﺎﺑﺮ ﺑﻨﺴﺒﺔ (٪6.95)ﻧﻈﺎﻓﺔ ووﻓﺮة اﻟﻤﺮاﺣﯿﺾ 
  ( .٪3.05) ﻣﺮض اﻟﻄﻔﻞ ﻣﻦ ﻣﻮظﻔﻲ اﻟﻤﺴﺘﺸﻔﻰ ﺑﻨﺴﺒﺔ 
ﻟﻌﻼﺟﯿﺔ اﻟﻤﻘﺪﻣﺔ ﺑﻤﺴﺘﺸﻔﻰ اﻟﺒﻠﻚ  ﻟﻸطﻔﺎل ھﻲ ﺑﻨﺴﺒﺔ إن اﻟﺨﺪﻣﺎت اﻟﺼﺤﯿﺔ اﻟﺘﺸﺨﺼﯿﺔ وا :اﻟﺨﺎﺗﻤﺔ
ﻓﻲ ﺣﯿﻦ أن اﻟﺨﺪﻣﺎت اﻟﺼﺤﯿﺔ %( 57) ﺑﯿﻨﻤﺎ ﻛﺎن ﺗﻮﻓﺮ اﻷﻧﺸﻄﺔ اﻟﺼﺤﯿﺔ اﻷﺳﺎﺳﯿﺔ ﺑﻨﺴﺒﺔ ( ٪ 08)
واﻟﺮﺿﺎ اﻟﻌﺎم ﻟﻤﺮاﻓﻘﻲ اﻟﻤﺮﺿﻰ اﻟﻤﺒﺤﻮﺛﯿﻦ (٪5.78)اﻟﻌﺎﻣﺔ اﻟﻤﺘﻮﻓﺮة ﻓﻲ اﻟﻤﺴﺘﺸﻔԩﻜﺎﻧﺖ ﺑﻨﺴﺒﺔ 
 .(٪9.83)ﯿﺔ وﻣﺴﺘﻮى ﻋﺪم اﻟﺮﺿﺎ ﻋﻦ اﻟﺨﺪﻣﺎت اﻟﺼﺤ( ٪ 1.16)
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  :اﻟﺘﻮﺻﯿﺎت
اﻟﻤﺮاﺣﯿﺾ ﺗﺤﺘﺎج أن ﺗﻨﻈﻒ ﺑﺼﻮرة ﻣﺴﺘﻤﺮة ﺧﻼل اﻟﯿﻮم وﻟﯿﺲ ﻓﻘﻂ ﻓﻲ اﻟﺼﺒﺎح و  :ﻟﻠﻤﺴﺘﺸﻔﻰ
وأي ﺗﺴﺮﺑﺎت أو ﻛﺴﺮ ﯾﺠﺐ اﻟﺘﺒﻠﯿﻎ ﻋﻨﮫ ، اﻟﻤﺮاﺟﻌﺔ اﻟﻤﻨﺘﻈﻤﺔ ﻟﻠﻤﺮاﺣﯿﺾ ﺑﻮاﺳﻄﺔ ﻗﺴﻢ ﻣﻜﺎﻓﺤﺔ اﻟﻌﺪوى
ﻷن اﻟﻤﺴﺘﺸﻔﯿﺎت ﯾﺠﺐ أن ﺗﻜﻮن ﻣﺼﺪر ﻟﻠﺼﺤﺔ ، ﻟﻘﺴﻢ اﻟﺠﻮدة ﻟﯿﺴﮭﻞ اﻟﺘﻌﺮف ﻋﻠﯿﮫ ﺑﺄﺳﺮع ﻣﺎ ﯾﻤﻜﻦ
  .وﻟﯿﺴﺖ ﻣﺼﺪر ﻟﻠﻤﺮض
أﺧﺬ درﺟﺔ ﺣﺮارة اﻟﻄﻔﻞ ﺑﺼﻮرة ) اﻷﻧﺸﻄﺔ اﻻﺳﺎﺳﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻟﻸطﻔﺎل اﻟﻤﺮﺿﻰ ﯾﺠﺐ أن ﺗﻜﺘﻤﻞ 
  (.روﺗﯿﻨﯿﺔ و ﺗﺰوﯾﺪ اﻟﻤﺮاﻓﻘﯿﻦ ﺑﺎﻟﺘﺜﻘﯿﻒ اﻟﺼﺤﻲ
دراﺳﺎت أﺧﺮى ﻋﻦ رﺿﺎ اﻟﻤﺮﺿﻰ ﯾﺠﺐ أن ﺗﺠﺮى ﻓﻲ ﺗﻮاز ﻣﻊ اﻟﺪراﺳﺎت ﻋﻦ اﻟﺮﺿﺎ  :ﻟﻠﺠﺎﻣﻌﺔ
اﻹھﺘﻤﺎﻣﺎت اﻟﺘﻲ ﺗﺠﻌﻞ اﻟﻤﺮﺿﻰ ﻏﯿﺮ  اﻟﻮظﯿﻔﻲ ﻟﻤﻘﺪﻣﻲ اﻟﺨﺪﻣﺔ اﻟﺼﺤﯿﺔ واﻟﺘﻲ ﺳﻮف ﺗﻜﻮن ﻣﻔﯿﺪة ﻟﻔﮭﻢ
  .راﺿﯿﻦ ﻋﻦ اﻟﺨﺪﻣﺎت اﻟﺼﺤﯿﺔ اﻟﻤﻘﺪﻣﺔ ﺑﻮاﺳﻄﺔ اﻟﻤﺮاﻓﻖ اﻟﺼﺤﯿﺔ وﺣﻞ اﻟﻤﺸﻜﻼت طﺒﻘﺂ ﻟﺬﻟﻚ
ﺗﻘﯿﯿﻢ اﻟﺨﺪﻣﺎت اﻟﺼﺤﯿﺔ ﯾﺠﺐ أن ﯾﻜﻮن ﻋﻤﻠﯿﺔ دورﯾﺔ وذﻟﻚ ﻟﺘﺮﻗﯿﺔ : ﻟﻮزارة اﻟﺼﺤﺔ واﻟﻤﺴﺘﺸﻔﻰ
  .اﻟﺨﺪﻣﺎت اﻟﺼﺤﯿﺔ
ﻌﺮ اﻟﺪواء واﻟﺘﺤﺎﻟﯿﻞ اﻟﻤﻌﻤﻠﯿﺔ اﻟﻤﻮﺻﻮﻓﺔ و ﺳ، اﻟﻤﺮاﻓﻘﯿﻦ ﻋﺒﺮوا ﻋﻦ ﻋﺪم رﺿﺎھﻢ  ﻋﻦ ﺧﺪﻣﺎت اﻟﻄﻌﺎم
ﻋﺪم اﻟﺮﺿﺎ ھﺬا ﯾﺠﺐ أن ﯾﺆﺧﺬ ﺑﻌﯿﻦ اﻹﻋﺘﺒﺎر .  اﻹرﺷﺎد ﻋﻦ ﻣﺮض أطﻔﺎﻟﮭﻢ ﻣﻦ ﻗﺒﻞ اﻟﻄﺎﻗﻢ اﻟﻄﺒﻲ
  . وﯾﻨﺎﻗﺶ ﻣﻊ اﻟﻤﺮاﻓﻘﯿﻦ إﺳﺘﻨﺎدآ ﻋﻠﻰ ﻣﻘﺪرﺗﮭﻢ ﻟﻠﺪﻓﻊ و ﻣﻌﺎدﻟﺔ إﺣﺘﯿﺎﺟﺎﺗﮭﻢ ﻓﻲ ﺣﺎﻟﺔ ﻣﺤﺪودﯾﺔ ﻣﻘﺪراﺗﮭﻢ
أﺗﻤﻨﻰ إذا ﻛﺎن ﺑﺈﺳﺘﻄﺎﻋﺔ اﻟﺠﮭﺎت اﻟﻤﺴﺆوﻟﺔ ، ﻮﯾﺔ اﻟﻌﻨﺎﺑﺮأﻛﺜﺮ ﻣﻦ ﻧﺼﻒ اﻟﻤﺮاﻓﻘﯿﻦ إﺷﺘﻜﻮا ﻣﻦ ﻓﻘﺮ ﺗﮭ
  .ﺑﻮزارة اﻟﺼﺤﺔ واﻟﻤﺴﺘﺸﻔﻰ اﻹھﺘﻤﺎم ﺑﮭﺬه اﻟﻘﻀﯿﺔ
 .اﻟﺘﻘﯿﯿﻢ ، اﻟﺨﺪﻣﺎت اﻟﺼﺤﯿﺔ ، ﻣﺴﺘﺸﻔﻰ اﻟﺒﻠﻮك ﻟﻄﺐ اﻷطﻔﺎل: ﻛﻠﻤﺎت ﻣﻔﺘﺎﺣﯿﺔ
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